The vast majority of Malaysian air passenger have competitive choices among airlines and different service options. Customer satisfaction is what guarantees the survival of airlines and it is achievable only by matching the passengers needs with the services. Assessment of service quality and its subsequent management is of utmost importance for them to be competitive and successful in this industry.
Introduction
Travel and tourism is an important economic activity and key sources of income in most countries around the world [1] . As more domestic and foreign tourist travelled abroad and low-cost carriers provided more flights on international routes, a total of 8.99 million air passenger travelled through the airports in Malaysia was recorded in December 2017, compared with 8.89 million in 2016 [2] . As the number of air passenger traffic has grown significantly in Malaysia has caused the competition in the country's airline market, therefore, each flight operator has to offer high service quality to passenger so as to strive for bigger market identification and survival in airline industry [3] . Thus, this research investigates service quality elements towards customer satisfaction of Malaysian air passengers.
Literature Review
Marketing literature has emphasized that every airline organization has to focus on the airline service quality in order to increase the level of passenger satisfaction [4] .
Previous study has defined customer satisfaction as the service or product that meet customers' desires with the customers' evaluation on the consumption or purchases experience [5] . Moreover, the customer satisfaction level with a service or product that customer purchase is viewed based on the worth of the benefits that they received and the overall interaction of the customers with the organization which is by customers own subjective evaluation [6] . Moreover, [7] stated that the customers will have the intention to repeat purchase if only they are satisfied with the product or service.
The dimension of service quality have also been debated in the literature. For instance, [8] proposed two critical dimensions of service quality which are technical and functional. The technical refer to the tangible aspects of service delivery while functional refer to the expressive performance of the services. In contrast, [9] presented a ten dimensions including understanding the customers, tangible, access, reliability, communication, credibility, responsiveness, security, competence, and courtesy. However, after they reviewed their model, the ten dimension had been reduced to five dimension which namely, empathy, tangibles, responsiveness, reliability, and assurance, which broadly used in numerous organization and was name SERVQUAL [10] . The SERVQUAL scale has been widely applied by both academics and practitioners across industries in diverse countries [11] . It provides a comprehensive measurement scale for perceived service quality and has practical implications [12] .
Not only that, [13] developed a three-component dimensional model and decided that the service environment, service product which is technical quality, and service delivery which is functional quality acted as critical dimensions in service quality. Consequently, [14] propose models of service quality elements that are focused on airline industry. On the other hand, model represented by [14] have categorized airline service quality into three aspects which are timeliness, safety, and price. Thus, this paper will employed [10] on service quality dimensions model SERVQUAL namely empathy, tangible, responsiveness, reliability, and assurance which constructed with customer satisfaction as illustrated in Figure 1 . 
Findings
This section showed the result of data analyzed using quantitative method. It is divided into three major sections namely demographic profile, reliability analysis and hypoth- Respondents were sampled as they were experienced using inbound and outbound of Malaysian airlines. Their feedback on each of questions recorded in questionnaire booklet. They were also engaged in respond of their views on satisfaction and service quality provided by the airlines. Thus, their data to the issues raised in the given questionnaires have credibility for analysis.
A total of 187 respondents replied the questionnaires in a complete feedback through convenient sampling. The demographic characteristics of the respondents are shown in Numbers of air passenger were selected to response their satisfaction on service quality in the airlines. Most of the passenger were experienced from one to two times of using airlines service inbound/ outbound Malaysia (48.7%), followed by passenger using three to four times (22.5%) and seven times and more (18.2%). The least respondents came from passenger using five to six times, which represented by 10.7%.
Most of the air passenger (61.0%) reported holiday as their purpose of using airlines, whereas 23.0% of the passenger responded for academic purposes. Balanced 10.2%
and 5.9% of the passenger stated using airlines for others and business purposes respectively.
Reliability analysis
To address reliability, Cronbach's Alpha were calculated for each independent and dependant variable. This test was applied to verify consistency of variables before proceed to further analysis.
As shown in 
Hypotheses testing
Based on the framework of this study, five hypotheses were proposed. Each hypothesis was reiterated below and then the result of statistical analysis for testing them were reported. All hypotheses were tested by using correlation analysis and multiple linear regression analysis.
Correlation analysis
A correlation coefficient measured the strength of a linear between two variables. In this study, a Pearson correlation coefficient measured the strength of a linear between the Customer Satisfaction and five service quality dimensions (Empathy, Tangible, Responsiveness, Reliability and Assurance). From Table 3 , the correlation between overall independent and dependant variables were positive and significant at 0.01 level (2-tailed), with all values represented in between of 0.6 to 0.8, which means moderately strong association. The highest association represented by Assurance, the correlation was 0.741 (p=0.000) followed by Responsiveness (r=0.710, p=0.000) and Reliability (r=0.701, p=0.000). Tangible and Empathy resulted r value below 0.7, with value (r=0.633, p=0.000) and (r=0.627, p=0.000) respectively. Therefore, the study indicated that there were associations among service quality dimensions and customer satisfaction of Malaysian air passenger. 
Multiple Linear Regression Analysis
Multiple linear regression analysis is a statistical analysis that used to examine relationship between independent variables and a dependent variable. There were five hypotheses tested, namely;
H1: There is a relationship between empathy towards customer satisfaction of
Malaysian air passenger.
H2: There is a relationship between tangible towards customer satisfaction of Malaysian air passenger.

H3: There is a relationship between responsiveness towards customer satisfaction of
H4: There is a relationship between reliability towards customer satisfaction of
H5: There is a relationship between assurance towards customer satisfaction of Malaysian air passenger.
In this standard multiple linear regression analysis, enter method was applied to test relationship between Customer Satisfaction, which is considered as aggregated variable when Empathy, Tangible, Responsiveness, Reliability and Assurance act as independent variables. As a result in Table 4 , the independent variables (Empathy, Otherwise, H1 and H2 were rejected.
Conclusion and Recommendation
Based on the study, it can be concluded that there are three independent variables had relationship with customer satisfaction of air passengers which are responsiveness, reliability, and assurance. The other independent variables which are empathy and tangible have no significant relationship with satisfaction of air passengers.
As for recommendation, firstly, employee's skills need to be enhanced. Airline This in-flight entertainment is a very important especially for a long haul flight.
By this way, airlines can gaining consumer, retaining consumer, and gaining profit.
By having a high quality in-flight entertainment, it make the airline more desirable.
Thus, this will help bring in new passengers and retain the existing passengers as the level of satisfaction increase due to high quality of services.
